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The Problem Management function of ServiceCenter® is accomplished through the
use of “Problem Record”. The solution is applicable to all existing users. Through
Description automation, there will be overall process efficiency and quality improvements. The
P database will contain Incident and Service Request ticket data, Change Requests,
Problem Records, details of each type of request, and user information.
The purpose of this training manual is to educate users on the ServiceCenter®
Purpose . .
v.6.1 functionality.
Document Owner Problem Management Owner Org CSL
VERSION HISTORY
Version Date Author Template Change Summary
1.1 04/14/2007 Mahraun/Rowe
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Calvin Clark Procedures and functional
Changes
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Overview

The ServiceCenter® Problem Management module implements IT Infrastructure Library (ITIL) best
practices to find permanent solutions for recurring Incidents. Problem Management handles the
complete lifecycle by integrating the Incident and Change Management processes to apply a
complete and closed-loop approach.

Using Best Practice methods, ServiceCenter® is a comprehensive and fully integrated IT Service
Management tool that enables NG to improve service levels, balance resources and control cost.
ServiceCenter® with embedded ITIL-based best practices quickly deploys consistent, integrated work
processes across every part of the organization.

Pu rpose

The purpose of this training manual is to educate users on the ServiceCenter® v.6.X functionality.
Through the information in this Training Manual, the user will review how to navigate and perform
Problem Management tasks through the tool. The user will gain awareness of the features,
functionality, and incorporated enhancements as they relate to ServiceCenter® v.6.X.
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Document Conventions

Document Bold Used for emphasis, commands, options, switches, and
Conventions literal portions of syntax that must appear exactly as
shown.
Italic Used for field names, file names, variables, and

placeholders that represent the type of text required.

NOTE

Used for clarification and helpful hints.

Z
S

Used to alert the user of a potential problem or gives
critical information.

.

o

?,

Used to designate the beginning of a set of step-by step
instructions.

Sources of Help

All questions, access requests, or problems associated with
ServiceCenter should be directed to the Service Desk.

Access to Production (Live) site:
https://sceast.it.northropgrumman.com/sc/index.do

Use the link below to access the Problem Management report

repository.

https://sharecenter.myngc.com/livelink/livelink.exe?func=I1&0objld=24878910&0bj

Action=browseé&sort=name&viewType=1
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Lesson 1: Logging in to ServiceCenter®

Web Client

1. To launch the Web client the user will be given the URL for the production link prior to the Go Live date,

the link below allows access to the development environment only.

https://sceast.it.northropgrumman.com/sc/index.do

NOTE: Type complete user name, (email account) and secure password. (john.doe@ngc.com). The
password length must be between 8-10 characters it allows, alpha, numeric, and special characters a
minimum of one each. Service center keeps 13 passwords before allowing a repeat, each password

must be reset every 90 days and there is no minimum reset requirement.

2. Type the assigned user name and secure password.

3. Click the Login button to authenticate.

€. Peregrine
SYSTEMS,
Lagin
E P Loan me
Legin: rnahraks
Passwor d: I|ogin -
Legin | cancel |

|@:| login.prompt.g ,_,_,_’_,_ & Intermet A
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4. After successful authentication, the following screen will appear:
€. Peregrine
Rifssed ol |_lii Fain Men ma
& [ Favorites and Dadhbogrds J logout 5
P ServiceCenter e g e B
T [”COMPANY" E
Bty
W Lake Mew Calls Search Knowledge Base
e T — e oy e g
QuEUET Arw aiting clouen
ﬁ View Work Queuss = Besolved Incidents
Ui ora-defined inkaxes to Wy cymrently spicived insidenty
stchby find your worklo g =
o
i k)
& merm g HELFDESK I 0 i rbemet

Note: The screen also contains tools for system navigation located to the left of the logout button.

System Navigator - The System Navigator is a navigational structure that can be expanded and
collapsed to view ServiceCenter® menus, tables, fields, forms, and other integral components.

Editor — The editor uses menus and tabs for navigation similar to previous versions of
ServiceCenter®:

Fast View - Fast views are stored on the shortcut bar (the list of icons on the far left of the screen).
When a fast view is created, the view minimizes to the shortcut bar where the user can access it
when the shortcut bar icon is selected. Note: This is for the Windows client only.
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Perspective — Perspective is a new feature that allows an end-user to customize one or more views
to provide all of the data and tools needed to complete a ServiceCenter® task. ServiceCenter® has a
default perspective that is standard for accessing ServiceCenter® forms and data. Note: This is for

the Windows client only.

There are eight major activities surrounding a Problem. Those activities are:
= Opening a Problem from an Incident
= Opening a Stand-alone Problem
= Searching / Querying Problems
= Updating Problems
= Opening a Known Error
= Opening a Request for Change (RFC) from an Error Record
= Assigning a Task
= Closing a Task

ServiceCenter® 6.X Problem Management Training Manual.doc
Northrop Grumman Private/Proprietary Level 1

Page 7 of 50




NORTHROP GRUMMAN

/— Document #: VITA-PDR-PM-
' XXXX

Commercial, State and Local (CSL) group

PROCEDURE
Revision: 15
Effective Date 04/01/2008
# Pages 50

Lesson 2: Opening a Problem from an Incident

NOTE: To relate a Problem to an existing Incident, the Problem must be created before the Incident is
closed.
1. From the Incident Record, navigate to the Related Records tab, (detail) icon.

2. There are two menu icons at the top right of the screen. The icon on the left is the list icon; the icon
to the right is the detail icon. Click the detail icon.

C 'Peregsrjmg_

Main Menu: margaretfreeman@ngec com | Update Incident Mumber IM10510 =

a t'? Update Incident Number IM10510 =
® [A Favorites and Dashboards v Ok |# cancel 4t Previous| | Jb Mext @ Reopen Save |4 Unda @ Rezolve q Find '_ﬁ Fill gg Clocks _
t
Incident O Updat Alart . .
= % Men neiden Tia:: Ti?‘nea = Steatus Category  Brief Description ﬂ

03/16/07 08/07/07 DEADLINE

P IM1D510 11:28:42  10:38:18 ALERT software Request B$S to update YITA's on-boarding system.
03/22/07  02/09/07 DEADLIME . Caontral-M was unable to successfully communicate with the follawing
IMI1308 54106 14:13:51  ALERT mainframe | dindows servers:
03/30/07 07/09/07 DEADLINE n n n _ n
IM1Z650 10122154 07:00:34 ALERT inquiry EAAS service request - Create new online form
CREATE DAILY FULL BACKUP POLICY FOR FMS APP SERVERS: A new EBARS
policy is needed to backup servers YUCCADL (prod) and vUUCCALL (test), For
now, please set retention to 1 meonth/1 rmonth, I?rm awaiting confirmation LI
VIrginia Intormation | echnologies Agency s
IM10510 | Ticket Status: Wark in prograss I—
Incident Title: Ihequest BSS to update VITA's on-boarding systern.
Incident Details Company Specfic Infarmation | Adivities | Contact | Asset | Attachment | SLA | History Alerts |Related Records | Billing Infec
Notification
Alart Status: DEADLIME ALERT Cwner: kimberly, fogg@wita, virginia.gow
Category: Foftuare Prirary Asgn Group: |EAsS-HR EXTRAMET/HRONBOARD TECHNICALl w
Subcategary: enterprise fi| Assignee Name: john, gordon@vita.virginia, gov i
Product Type: development 0 Second Aszgn Group! =
Problemn Type: hir extranetfonbding appl tel Second Assignee Mame: A
Manufacturar: Unknown - [T Hot Ticket: [T Total Loss of Service:
Class: B Severity: person@company -
1
Contack Tirne: ] User Priority: IMediurn -

Cantract Cause Code:

Company: W Site: I

oot ictot I;I
1 | »
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3. Expand the menu to Related — Problems — Open.

€. Peregrine

SYSTEMS.

Main Menu: Wew Call x

& (A Favorites and Dashboards
= E—a Menu navigation
[ Call qusue
| Contacts
| Contacts
| Helpdesk Incidents
[ Incidsnt Queus
[y Locations
[ Password Change
[ Password Resst
[ Resolved Incidents
| Search Knowledge
[ System Bulletin
[ Take Hew Calls

Update Incident Nurmber IM13715 =

EI* \j" Update Incident Number IM13715

v ok| # cancel| |t Previous| & mext [d] save & unda| B Resolve||O Find| =7 Fill] [ clocks

Incident 1D Spen Time Update Time
1M13711 04/08/07 23:01:29 04/08/07 23:01:29
1M12707 04/06/07 20132:10 04/09/07 17118118
IM13631 04/02/07 17:125:26 04/08/07 23:08:17
IM13860 04/03/07 11:26:15 04/03/07 11:28:15
P IM13715 04/08/07 23:38:26 04/08,/07 23:38:26
1M13599 04/06/07 09:23:24 04/08/07 22:56:31

Ticket Status:

IM13715

Alert Status
cpen
updated
updated
open
open
updated

Open

Category
TELECOM

HETWORK_NGC

USER/DESKTOP

ACCESS SECURITY/MODIFICATIONS
USER/DESKTOP

ACCESS SECURITY/MODIFICATIONS

Incident Title: [Test far Broblem

Incident Details | Company Specific Information | Activities | Contack | Asset | Atkachment | SLA | Histo

Calls Inddents |Changes Quotes |Root Causes

call 1D Open Time Owner

CALL13222 04/08/07 23:36:24

Status

Open -

Linked

4 cais
4 Incidents
4 changes
4 quotes
ESAssociate 4 broblams
BRviaw
FRopen

Detail Options 8
Brief Descrip st Ramindar
TEST IM {@5uspend Incident
Problem test S2Print Record
PROBLEM-50 I%C\ane

age List
Test
tasting proble PLackup Cause
HyFind Solution
4 Related
A change Category B
TFhadd/Edit Contact
[Epsiew Alert Lag
A Genersts Maintensnce
Ehycreate Hot Hews
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Note: The following screen shown below will appear:
€. Peregrine
Main Menu:” Hew Call x| Mew Problern Managernent =
& [ff New Problem Management il [
@ E3 Favorites and Dashboards |||v/ Ok [ cancal| [H save|[Q, Find| |7 Fil 5
3 G Menu navigation
| Call Queue Record Number: E D Status: e [
| Contacts Expected Resalution Date: l—
_a Contacts Brief Description: |Test

| Helpdesk Incidents
| Incident Queue

Classification  Companies |Attachments | $LA  Related Records History | workflow

Primary Configuration Ttem[ | Affected GI Count:
| Locations
| Passward Changs
(3 Password Reset Categary: T SER/DESKTOP 7 Relsted Incident Count:
i Subcategary: IR US REMOVAL ) Impact: r—
| Resolved Insidents
Product Type: (T = Urgency: |
Search Knowledge
] & Froblem Type: SOFTWARE IS5UES
[ System Bulletin
[ Take Maw Calls
BROBLEM-WIRUS REMOVAL =
Assignment Group: r—
Problem Owner: r—
Configuration Item  Device Type Location Assignment Group j

Note: Some information from the Incident will automatically carry over into the new Problem.

a. Verify the accuracy of the information brought over into the Problem. Correct any information
that needs to be changed.

b. Update the ticket with any additional information that is known about the Problem in the Problem
Description area.

c. Complete the rest of the required fields: Impact, Urgency, Assignment Group (must be in
CAPS) and Problem Owner (Note: If Configuration Item information is known, input the data)

Note: The Incident Resolver and Problem Assignment Group will not always be the same group.
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4. On the Companies tab, select any impacted ‘companies’ in this environment.

€. Peregrine

SYSTEMS.
Main Menu:” Mew Call x| Mew Problem Management x
B ﬁ? New Problem Management [a]="
- . -

& 31 Favorites and Dashboards || v/ O % cancel| [H save||Q Fina = F ac
B G Menu navigation Problem Control - Problem Identification and Classification

[& Call Queue Record Humber: PMO0002E Status: epen —— [+]

\_B Contacts Expected Resolution Date: l—u4,-13m7 D0:00:00 E

[ Contacts Brief Description: =mpry

| Helpdesk Incidents
L@ Incident Queue

Classification |Cornpanies Aftachrnents SL& |Related Records |Histary | Workflow

| Locations Affected Companies
| Password Change —E
| Password Reset Companyl - =
| Resolved Incidents Company2 |,
|y Search Knowledge Company3 E
|y System Bulletin Company4 _E
| Take New Calls Comnanvs
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5. Click Save button at the top of the Screen.

6. The Problem will now indicate that it is associated with the Incident.

;‘- Peregr,lsm M. @ IM13715 associated with Problem PM0O0D00Z8.

Main Menu® Mew Call x| Mew Problem Management x

El' Eff New Problem Management

® (3 Favorites and Dashboards |||v/ ©K| |8 cancel| [H savs| (e naxt phase|[O, Find] |57

& (g Menu navigation Problem Control - Problem Identification and Classification
[ Call Queue Record Nurnber: Fmooooze Status: [open [+
LB Contacts Expected Resolution Date: l—U‘H’leU? 00000 E
[ Contacts erief Description: Epry

| Helpdesk Incidents
g Incident Queue

| g Locations Affected Companies

| g Password Change [ El
| Password Reset l—

<
| Resalved Incidents

| Search Knowledge El
| System Bulletin El

|y Take New Calls

Classification |Companies | Activities |Attachrnents | 5L |Related Records |History | Workflow
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Lesson 3: Creating a Stand-Alone Problem
1. Begin at the main menu and select View Work Queues.
:\‘.' Peregsr,lgng Call CALL12009 has been updated.
Main Menu |Bsarch Call Records x
EI' rj” Main Menu:“ 1 =
(A Favorites and Dashboards " logout B
2 G Menu navigation . @ ornpan o — _E
e ServiceCenter B &
|y Contacts Utilitie s m‘ '
LB Contacts —Enquiry
LB Helpdesk Incidents
[ Incident Queus [ d Take New Calls Search Knowledge Base
[ Locations S Qtui::klv log a rl'lesolua: issue, or m Query t:\;e aualili.bla kno.»éledqe
|_B Password Change
LB Password Reset ~Queues Awaiting closure
LB Resolved Incidents . K ved id
= View Work Queues Besolved Incidents
LBSearch KnoklScos se pre-defined inboxes to iew curren resolved incidents
LB Systern Bulletin E guu\cklg Fi‘:dfyol.‘ljr w:rk\oadt @ ¥ . fued et
LB Take New Calls
Ed
ol | @
[&] menu qui.HELPDESK [T [T [ memet 7
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Note: The following search screen will appear; the default screen is the Incident Queue.

SYSTEMS. @ No records selected

Main Menu:” Search Call Records » | Incident Queue: Open Incdents Assigned To Me x

El‘ d" Incident Queue: Open Incidents Assigned To Me =

& [A Favorites and Dashboards @ back ‘5“:’ Refresh

= [5g Menu navigation
LB Call Queus
LB Contacts
LB Contacts
LB Helpdesk Incidents
LB Incident Queue
LB Locations
LB Password Change
LB Fassword Reset
LB Resolved Incidents

Incident Queue

Incidents

Mew

Search

Switch Inbox

Starking Lists

By Gwner

el < ERZIEEEE

Current Inbox:

Incident ID

Open Incidents Assigned To Ma

Category Problam Type

Status i=3uli} Aszignee

Brief Dascription

LB Search Knowledge
LB Systern Bulletin
LBTake Mew Calls

By Assignment Group

Refresh List

Count Records

T e

‘@ sC.rmanage. problemn HELPDESK. g
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2. Select the Problem Icon to jump to the Problem Queue, see arrow below.

3. Select New to open a Stand-Alone Problem.

. Peregrine

TEME. @ No records selected

Main Menu: calvin.dark@nge cormn | Incident Queue: Open Incidents Assigned To Me =

= # | Incident Queue: Open Incidents Assigned To Me % o=

4 : -
a &
signed to HELPDESK

Current Inbox; Open Incidents Azzigned To Me |Z|
Incident I0 Categary Prablam Type Severity Status =1 nlll} Assignes Brief Description

® (3 Favorit @ back £.§‘? Refrazh

g Menu }
Incident Queue

Incidents

Mew

Search

Switch Inbax

Starting Lists

By Cwner

By Assignment Group

Refresh List

Count Records

s .

|@'] sC.manage. problem. HELPDESK. g l_ l_ l_ l_ E |0 Inkernet
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4. Fill out the details of the Problem; Brief Description, Expected Resolution Date and Primary
Configuration Item (if known), Category, Subcategory, Product Type, Problem Type,
Impact, Urgency, Assignment Group and Problem Owner.

5. Fill in the Problem Description with the details of the Problem, and any other known
information.

. Peregrine

Main Menu Mew Problem Management x

(3, Favorites and Dashboards
= % Menu navigation
[ call Queue
| gy Contacts
| gy Contacts
| Helpdesk Incidents
g Incident Queue
| g Locations
| g Password Change
| Password Reset
| Resalved Incidents
| Search Knowledge
| System Bulletin
|y Take New Calls

Problem Control - Problem Identification and Classification

Record Nurnber: PMODONZS Status: l—bpen n
Expected Resolution Date: l—

erief Description: [

Classification Campanies | Attachments | SLA | Related Recards | Histary | warkflow |

Primary Configurstion Iteml— Affected CI Count:

Category: E Related Incident Count:

Subcategory: = Impact: r—
Product Type: = Urgency: r—E
Problem Type: =

Problern Description

Assignment Groups Ei

Prablern Owner: r—

affected Configuration Items

Gonfiguration Ttem  Device Type Location Assignment Group j

|E|' “j? New Problem Management l&‘g
v OK |8 cancel save O, Find [ =7 Fil B
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6. On the Companies tab, select any impacted ‘companies’.

€. Peregrine

SYSTEMS.

@ (3 Favorites and Dashboards
= (&g Menu navigation
| Call Queue
| Contacts
| Contacts
| Helpdesk Incidents
|y Incident Queue
|y Locations
| Password Change
| Password Resst
| Resolved Incidents
| Search Knowledas
[ Svstem Bullstin
[ Take Hew Calls

Main Menu:” Mew Call x | New Problern Managernent x

=
& [®|| New Problem Management

v ok||® cancel save|| O, Find| =7 Fill
Problem Control - Problem Identification and Classification

Record Number: PMOO0OZE Status: l—open n
Expacted Resolution Date: l—mhgm? 00:00:00 E

Brief Description: Moot

Classification |Cornpanies Attachrments SL& |Related Records |History | Workflow

Affected Companies

Companyl - _E
Company2 |
Company3 E
Company4 [ [+]

Camnanvs
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7. Click Save at the top of the screen. A message will state the Problem has been opened.

€. Peregrine

Problem PMOD0D29 has been opened.

Evolve Wisely™

Hain Menu: Hew Problem Managemant x

£ Faverites and Dashboards
= [&gs Menu navigation
| Call Queue

| Helpdesk Incidents
| Incident Queue
| Locations

| Passward Changs

Classification Campanies | Activities | Attachmants | SLA |Related Recards |Histary | Warkflow |

Affected CI Count:

Primary Sanfiguration Item|gopnc

(3 Password Reset Categary: TEERVER, =] Relsted Incident Count:
y Subcategory: HARDWARE - INSTALL |5 Impact:
| Resolved Insidents
Product Type: T = Urgency:
L search knowlsdgs Problem Type: TARDWARE REQUEST |2 Priority:

[ System Bulletin
[ Take Maw Calls Froblem Description

Test for Stand-Alone Problem

Coardination

Assignment Group:

0741-METWORK TECH E
EITS MANAGER E|

Problam Owner:

anfiguration Items

Configuration Item Location

—
——

Device Type

Record Nurnber: PMODOOZS Status: l—opan ﬂ
| Contacts Expected Resolution Date: l—m,zﬁ,m 00:00:00 =]
| Contacts Brief Description: [stand Alone Test

3 - Multiple Users
Z - High
2 - High

Assignment Group j

=

Problem Control - Problem Identification and Classification

[ (|| New Problem Management o]
' OK |® cancel save S Next Phase||O, Find| = Fill B
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Lesson 4: Searching/Querying a Problem
1. Begin at the main menu and select View Work Queues.
:\‘.' Peregsr,lgng Call CALL12009 has been updated.
Main Menu: | Search call Racords x
EI' rj” Main Menu: 1 =
(A Favorites and Dashboards " logout B
2 G Menu navigation . @ Company Q=
3 cal cuove ServiceCenter ST
|y Contacts Utilitie s m‘ '
LB Contacts —Enquiry
LB Helpdesk Incidents
[ Incident Queue Take Mew Calls m Search Knowledge Base
L ocatins S T Quany e suglitls boosldas
|_B Password Change
LB Password Reset ~Queues Awaiting closure
LB Resolved Incidents
[ Search Knowledge %r View Work Queues @ Resolved Incidents
b Srstom o N Ujiklregif'edﬂn:jr |v:|é3i>‘<:;dto Wiew currently resolved incidents
LB Take New Calls
Ed
ol | @
[&] menu qui.HELPDESK [T [T [ memet 7
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Note: The following search screen will appear; the default screen is the Incident Queue.

2. Select the Problem Icon to jump to the Problem Queue, see arrow below.

. Peregrine

TEME. @ No records selected

Main Menu: calvin.dark@nge cormn | Incident Queue: Open Incidents Assigned To Me =

=% = | Incident Queue: Open Incidents Assigned To Me

® (3 Favorit @ back £.§‘? Refrazh

g Menu }
Incident Queue

N, < (o HELPDESK
urrent Inbox: Open Incidents Azzigned To Me
2w Incident ID Category Froblern Type
Search

Switch Inbax

Starting Lists

By Cwner

By Assignment Group

Refresh List

Count Records

s .

%
Lo

R me

A = 2 3

Status =1nlll] Aszignes Brief Description

|@'] st.manage. problem, HELPDESK. g

l_ I_I_I_E|Q Inkernet
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3. Click on the gray Search button to open the search screen.

L. Peregrine
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4. Enter the Problem ID number. Ex 000191, pm000191, PM0O00191 etc...
5. Click the search button at the top of the screen.

Note: A search can be performed by Problem ID number (if known), or use any other combination of
available search fields.

CPe-~~ine

tMain Menu: mahrake | Display Which Prablerm Mansgement Records? x

5 ﬁ Display Which Problem Management Records?

mNe
& [ Faworites and Dashboards [ pack|  search| [ clear] O Fing| (= Filll =7 new o
= Ggg Menu navigation Enter Search Criteria for Problems

@ call Queue

Problern ID: - Smart Search
[ Contacts | ¥

Problern Guner ila status: =
[ contacts Assigned to Group: 1[5 Priority: =
| g Helpdesk Incidents Primary Ganfiguration Ttam [ Impact Assessmentt =
| @ Incident Queus Related Incident Count: Urgency: =

Current Phase: |
[ Locatans & opznad Aften
[ @ Password Change Search Tickets that are: l—OpEn And Before;
| g Password Reset Text Search Byt —El
| Resolved Incidents =
[ Search Knowledge Clased After:
[ System Bulletin And Befare:

H B &l
| @ Take Mew Calls
Affacted Configuration Items f’ Last Updatad Aftars
| And Before: —
r = By: |
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6. The following screen will appear;

Note: The gold bar with the (PM ID) link below which will identify the selected Problem Record.

I
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Lesson 5: Updating a Problem and Move to Next Phase.

1. Locate the Problem Record to update by searching the Problem Queue.

2. Click the Activities tab. Select the Update Type drop down arrow and make the appropriate selection.
3. Enter the appropriate data in the Current Update field.

Note: At this point save the Problem Record. Continue with the following steps to move the record to the
next phase.

€. Peregrine

Main Menu Problem Management: PMO0ODZ3 x
= "
& f Problem Management: PMO00DZ9

)=
@ [ Favorites and Dashboards || O |8 Cancel f Previous |4 ext [l Save |9 Hext Phase| O, Fing| =7 Fil HE
=] % Menu naviqatmn PMOOO0O1S Problem Identification and Classification 0550-CORPORATE SYE, Open TEST1 ;I
PMO00017  Problem Investigation and Diagnosis 0504-3AP REQS Work-In-Progress CPEO0D0S TEST 1
L call Queue PMO000Z0  Problem Identificstion and Classification 0420-LAFAYETTE €5¢ Open testing problem management
j Contacts EMO00022 Froblem Investigation and Disanosis CMOC-MESSAGING Fast Due Froblem Testing Scenaric P12
[ Contacts PMO000Z4  Problem Identification and Classification 0011-CORP PGM, MGMT. open test
j HE'DdESk Incidents PMOOO0DZS Problem Investigation and Diagnosis 0420-LAFAYETTE CSC Open test
[ Incident Queus PMO00027  Problern Investigation and Diagnosis 0914-BWI ETC Updated ACME Phone 0004 Opened a prablem as problem manager I
) PMO0O0ZE  Problem Identificstion and Classification 0485-FERRY HW Open ACMEpe01S Test
[ Locations 3 Prablem i ion and Classit i 0741-NETWORK TECH Open BobPC Stand Alone Test

|y Passward Change
| gy Password Reset

- k=l

| gy Resclved Incidents pen =]
Expected Resolution Date: 04/26/07 00:00:00

| Search knowledge

Brief Description: Stand Alone Test
gy System Bulletin

Classification | Gampanies |activities |attachments | sLa | Related Records |Histary | warkflon
|y Take Mew Calls

b Lo

Problem Control - Problem entification an assitication

Record Nurber: PMO00029 Status:

Activity Updstes | Journal Updates | Activity History

Update Type: l—lzl

Current Update:
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4. To move the Problem to the next phase, click the Next Phase button.

€. Peregrine

SYSTEMS.

Main Menu: 2| Problern Managernent: PMOOO0OZS x
El*. Dﬁ Problem Management: PMO00O0DZ9

: ; | . §
= E:'r Favorites and Dashboards ¢ OK #® cancel 4 Previous b Mext Save| |5 Mext Phase o\ Find |—’E Fill
EMO00020 Prablern Identification and Classificati 0420-LAFAYETTE CSC
EMOOOOZ22 Problern Investigation and O osis CMOC-MESSASING

Note: The Investigation tab is now assessable to update the Root Cause and Workaround.

= E‘is Menu navigation

& call Queue

5. Select the Cause Code from the drop down arrow menu.

6. Enter the appropriate data in the Root Cause and Workaround fields.

Spen
Past Due

Main Manu Problerm Managemant: PMOOOOZS x
E' |f Problem Management: PMD0D029

# [ Favorites and Dashboards
= G Menu navigation
| g Call Queue
|y Contacts
| gy Contarts
|4 Helpdesk Incidents
| gy Incident Queue
| gy Locatians
|gy Password Change
| gy Password Reset
| gy Resalved Incidents
ﬁ Search Knowledge
| g Systemn Bullstin
|4 Take Mew Calls

v oK 8 <ancel 1} Previous b Hext Save||<a Prior Phase| O, Find| 57 Fill

PHMO0001S
PHMO0001T
PMO00020
PMO000ZZ
PMO000Z4
PMO0002S
EMO0002T
PMOO0DZE

¥ PMOD0029

Record Humber:

Brief Description:

Prablem Identificstion and Classification
Prablem Investigation and Diagnosis
Prablemn Identification and Classification
Problem Investigation and Diagnosis
Problem Identification and Classification
Problem Investigstion and Disgnosis
Prablem Investigstion and Disgnosis
Problem Identificstion and Classification

Problem Investigation and Diagnosis

PMOO00Z3

0550-CORPORATE SY5, open

0504-8AP REQS Wark-In-Progress
0420-LAFAYETTE S5C Open
TMOGC-MESSAGING Past Due
0011-CORP PGM, MGMT, Open
0420-LAFAYETTE CSC Open

0914-BWI ETC Updated
0439-PERRY HW open
0741-NETWORK TECH Updated

Liagnosis

Status: Opdated

Expected Resolution Date: IU4/261‘U? 00:00:00

Stand Alone Test

[tnvestigation |Classification | Companies [ adtvities [attachments |51 | Related Records | Tasks | History | workfiow |

Cause Code:

Circuit Failure El

Bad power Supply

Faplaced Fowsr Supply

DPCO000S

ACME Phone 0004
ACMEPCO1S
BobPL

TEST1

TEST 1

testing probler management

Problem Testing Scenario P12

test

tast

Opened a problam a3 problem manager
Test

Stand Alone Test

Ix 11
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7. Click the Save button at the top of the screen.

Note: A Message at the top of the screen will show that the Problem has been updated.

€. Peregrine

SYSTENG @ Problem PMO00029 has been updated

Main Menu: Problern Managerment: PMO0002ZS

EI‘ Llf" Problem Management: PMO00D29

@ [ Favorites and Dashboards || ¢ OK |8 Cancel b Previous [ next Save| |2 Next Phase| O, Find| =7 Fill

PMO0001S  Problem Identificstion and Classification 0550-CORPORATE S8,
= & Menu navigation
PMOOOO1T Problem Investigation and Diagnosis 0504-8AP REQS
Lah call Queue PMO00020  Problem Identification and Classification 0420-LAFAVETTE €S&
| Contacts PMO00022  Problern Investigation and Diagnosis CMOGC-MESSAGING
[ Contacts PMO00024  Problem Identificstion and Classification 0011-CORP PGM, MGMT.
[ Helpdesk Incidants PMO000ZS  Problem Investigation and Disgnosis 0420-LAFAVETTE CSC
PMOOOOZT Problem Investigation and Diagnosis 0914-BWI ETC
[ Incident Queue
PMO0O02E  Problem Identification and Classification 0485-PERRY HW

|4 Locations »
|4 Password Changs

|4 Password Reset
|4 Resolved Insidents
|4 Search Knowledge

Problem i ion and Cl 0741-NETWORK TECH

Problem Control - Problem entification an assification

Record Number: PMODO029 Status:

Open

work-In-Progress

©pen
Past Dus
Open
open
Updated
open
Updated

Updated [+]
Expacted Resslution Dat=: [04726/07 00:00:00 |

Brief Desciption: otond Alone Teat

[y System Bulletin
[ Take Mew Calls

Classification | Companies |Acivities Attachments | SL& |Related Records |History | Workflow
Activity Updates |Journal Updatas  Activity History

04/11/07 14:29:47
Root Cause:

Action Plan:

©CPCO000S

ACME Phone 0004
ACMEpcO15
BobPC

TESTL

TEST 1

testing problem management

Problern Testing Scanario P12

tast

tast

©pened a problem as problem manager
Test

Stand Alone Test

jing=

TE
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Lesson 6: Opening a Known Error and an RFC

1. Locate the Problem Record to open a Known Error from by searching the Problem Queue

2. There are two menu icons at the top right of the screen. The icon on the left is the list icon; the icon
to the right is the detail icon. Click the detail icon.

B =

3. Click on the Open Known Error Option from the Drop Down

Note: The Open Known Error option is not available, verify that the current phase is the
< <« Investigation and Diagnosis phase.

; Pereg!’.lmg @ Problem PMO00029 has been updated _

Main Menu Problem Management: PMO000ZS x
i [§|| Problem Management: PM0000D29 [al=
@ (3 Favorites and Dashboards || O |8 Cancel  Previous |4 ext [l save | Prior Phase| O, Find| =7 Fil Detail Options =)
a % Menu naviqatmn PMOO001S Problem Identification and Classification 0550-CORPORATE SYE, Open TESTL &Undn ﬂ
: PMO0001F  Problem Investigation and Diagnosis 0504-GAP REQS Work-In-Progress DRCODDOS TEST 1 et sLasErtitlament
[ Call Queus PMOOOO20  Problern Identification and Classification 0420-LAFAYETTE C5C Open testing problem ma [CYP—
[ Contacts PMDO0O22 Problemn Investigstion and Disanasis CMOC-MESSAGING Past Due Problern Testing Sc By
ane
[ Contacts EMOD00Z4  Problem Identification and Classification 0011-CORP PGM, MGMT, open tast =
[ Helndesk Incidents PMOODOZS Problern Investigation and Diagnosis 0420-LAFAYETTE CSC Open test A OmEm Hesm EET
jl dento PMOOOOZT Problam Inuestigation and Diagnosis 0914-BWI ETC Updated ACME Phone 0004 Opened a problem %C'Eate Hot Mews _
ncident Queue
BMO00028  Problern Identification and Classification 0489-PERRY HW Open ACMERZOLS Test 4 Related
[ Loeations P PMO00029  Problem Investigation and Diagnosis 0741-NETWORK TECH Updated BabPC stand Alone Test  ([Fyiew alert Log |
Password Change
s B Problem Control - Problem Investigation and Diagnosis =

| gy Password Reset
Record Mumnber: PMOOOOZ2 Status: I—Updated ﬂ
| gy Resclved Incidents
Expacted Rasolution Date: l—OMZGID? 00:00:00
| Search knowledge

gy System Bulletin
|y Take Mew Calls

Brief Dezcription: Stand Alone Test

Investigation Classification | Companies | Activities |Attachments |SLa |Related Records |Tasks | History | workflow

Cause Code: Circuit Failure |z|

Bad power Supply =

Replsced Power Supply ;l
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4. The Error Control Screen will appear.

5. Complete the Expected Resolution Date and verify the information carried over from the
Classification tab.

€. Peregrine

Problem PMO0D0D29 has been updated

Main MenL Hew Known Errors x

|E|’ “j?‘ New Known Errors

[y

® (3} Favorites and Dashbeards
= [&gs Menu navigation
| Call Queue
| Contacts
| Contacts
| Helpdesk Incidents
| Incident Queue
| Locations
| Passward Changs
[ Password Reset
| Resolved Insidents
|4 Search knawledas
[ System Bulletin
[ Take Maw Calls

" oK |8 cancal 43 add (O Find| (=7 Fill
Error Control - Error Assessment

Record Nurnber: KEOOD4 Status: Open

Expected Resalution Date:

Brief Description: [stand Alons Test

Classificstion Salution | Carmpanies | Attachments |Related Recards |Histary | wWarkflow |

Primary Senfiguration Item(gEpc

Category: SERVER e Irmpact: 3 - Multiple Users
Subcategary: HARDWARE - IMSTALL |27 Urgency: 2 - High El
Product Type: ETTH £f

Problem Type: HARDWARE REQUEST |

Assignment Greup: 7 41-NETWORK TECH  |F]
Problern Owner: r—EITS MANAGER E

Problem Description

Test for Stand-Alone Problem
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6. Click on the Solutions tab. Complete the Diagnosis and Assessment tabs.

7. When the Known Error is complete, click on the Add button at the top.

;‘- Peregr,lsm M S @ Problem PMOD0029 has been updated

Main Menu Hew Known Errors x

& fi New Known Errors

® (3 Favorites and Dashhoards |||v/ ©K |8 Cancel| (G agd O, Find] |57 Fn

| gy Contacts Expected Resalution Date;

| Centacts Brief Description: Stand Alane Test

| Helpdesk Incidents
LB Incident Queue Ciagnosis Assessment

| g Locations Cause Code: E

| g Password Change

[ Password Reset Salution Description:

Classification |Solution Commpanies |Attachrments |Relsted Records | History | Workflow

[ Resalved Incidents Fower Supply required replacernend
| Search Knowledge
| System Bulletin
|y Take New Calls
Root Cause Description:

Bad power Supply

workaround:

Replaced Power Supply

= [gs Menu navigation Error Control - Error Assessment
[ Call Queue Record Number: KE0004 Status: lOpErv—
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8. A message will state the Known Error is associated with the Problem.

Q .
Pereg!‘,',ng_ Problem PMODOD29 associated with KEDDO4. g

Main Menu Hew Known Errors x

|E|’ “j?‘ New Known Errors

[y

@ [ Favorites and Dashboards | ¥ OK|[8 Cancall [ savs| |2 Nextphase|[Q, Find = Fil

= [gs Menu navigation Error Control - Error Assessment
| Call Queue Record Number: KEDOD4 Status: IOpan—
| Contacts Expected Resolution Date: r—m,zsmj 00:00:00 =]

| & Contacts Brief Descriptian: [stand Alone Test

| Helpdesk Incidents Classification | Selution | Cempanies | Activitias | Attachmants | Relsted Rezords | Histary | warkflow |
| Incident Queue

primary Configuration Ttemfgoppe |
| Locations BabPe

| Passward Changs

[ Password Reset Category: SERVER ef! Impact: 2 - Multiple Users
i Subcategary: " Urgency: r—
[ Resolved Incidents HARDWARE - INSTALL P 2 - High E|
Product Typs: T | Priority: 2 - High
Search Knowledge
v & Problem Type: HARDWARE REQUEST  |F

[ System Bulletin
[ Take Maw Calls

Assignment Greup: 7 41-NETWORK TECH  |F]
Problern Owner: r—EITS MANAGER E

Test for Stand-Alone Problem
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9. To request an RFC from an Error Record, select the Detail icon at the top right of the screen. The icon on
the left is the list icon; the icon to the right is the detail icon. Click the detail icon.

10. Click on the Open Related Change option from the drop down menu.

€. Peregrine

SYSTEMS. Change not opened.
| Main Meanu: I|Kn\:vwn Errors Queue: All Known Errars x | Erown Errors: KEQDD4
Edhﬂ Known Errors: KEOOO4 @@
E;‘ Favarites and Dashboards v oK #® cancel iF Previous b Next Save o Mext Phasze Q Find DE Fill Detail Options =
- Und
G Menu navigation ;(Er;own Errar Category Assignment Status  Device Brie & undo j
Print .
Error Control - Error Assessment @5t Remindar N
Record Murnber: KEDOO4 Status: Gpen prSt to Knawledge
Expected Resolution Date: r04.l"25.l"07 oo &V'ew Knawladge
Brief Description:

IStand Alone Test %Create Hot Hews

i Open Related Change
Clazzification | Salution |Companies |Actiuities |Attachments |Re|ated Records |Historl,l |Workf|ow |

Prirmary Configuration ItemIBOpr :FlQ

{4 Related

Catagary: SERVER Impact: 3 - Multiple Users

=i
HARDWARE - INSTALL  |EF Urgency: |2 - High El
LINUY & Priority: 2 - High
]

Subcategory:

Product Type:

Problem Type: HARDWARE REQUEST

Assignment Group: fo7erneTworK TECH |

Problem Owner: rEITS MANAGER |i

Problam Cescriptio

Test for Stand-Alone Prablem
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Lesson 7: Tasks

A. Assigning a Task,

Note: A Task can be used with a Problem to assign work to one or more assignment group(s). Task

are tracked as a sub-process of the Problem.

1. Select the Problem that the task will be created in.

€. Peregrine

SYSTEMS,

Main Men Problern Management Queue: All Problem Tickets = | Problem Managernent: PMOOODZE x

® (7 Faworites and Dashboards

= "
5 d? Problem Management: PMO00028

v oK 8 Cancel| {¢ Previous b Mext save| [ Prior Phase||Q, Find| /=7 Fill| g close

B Ea Menu navigation I Current Phase Assignment Status Device
EMO0001S Problern Identification and Classification 0S50-CORPORATE 5YS. Cpen
EMO0001F Problern Investigstion and Diagnosis 0S04-SAP REQS Work-In-Progress DPCOODOS
PMOQQ0Z0 Problern Identification and Classification 0420-LAFATETTE CEC Cpen
PMOQO0ZZ Problern Investigation and Diagnosis CMOC-MESSAGING Past Due
PMOOO0Z4 Problem Identification and Classification 0011-CORP PGM. MGMT, Cpen
PMOOO0ZS Problem Investigation and Diagnosis 0420-LAFATETTE CSC Cpen
PMONOOZT Problem Investigation and Diagnosis 0314-8WT ETC Updated ACME Phaone 0004
3 PMO00023 il and Di ¥ HW Open ACMEpcO15
Problem Control - Problem Investigation and Lhagnosis
Record Nurnber: PMOO0028 Status: lOpen—
Expected Resolution Dste: W
Brief Description: frest

Investigation |Classification  Companies |Activities | Attachments | SLA | Related Records | Tasks | History | Workflow

Affected CI Count:

Primary Configuration Memfacmecors |

Category:

TISER/DESKTOP P Related Incident Count: 3

Subcategory: TR LIS REMOWAL ] Initial Irmpact Assessment: [3 - Multiple Users

Product Type: DESKTOP i Urgency: = - Average

Problam Type: T OFTWARE 155UES 7 Priarity: 3 - Average

PROBLEM-VIRUS REMOVAL =]

Assignrment Group:

faags-pErRY Hw [#]

Bist Description

TEST1

TEST 1

testing problem management
Problem Testing Scenatio P12
test

test

Opened a problem as problem manager

Test

o=
==

bl

|
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2. Check in the Tasks tab for any existing assigned tasks.

Jlagnosis

nvestigation an

Record Murnber: PMOOOOZE Status: Cpen

Expected Resolution Date:

04/18/07 00:00:00

Brief Description: ITest

Investigation | Classification | Commpanies |Activities | Attachrments | SLA |Related Records |Tasks

History | Workflow

3. At the top right of the screen select the Detail Options, drop down and select Create Task

€. Peregrine

@ Problem PMO00028 has been updated

Main Menu Problem Management Gueue: All Problemn Tickets x| Problem Management: PMOOO02E

oF ™ : 8
v oKk 8 caneel||4F Previous [ Mewt Save|| <43 Prior Phase| O Find| =7 Fill| g close

=

i

@ [ Favorites and Dashboards

pi=] Current Phase Assignrnent Status Device
@ Oy Menu navigation
PMO0001S Problem Identification and Classification 0550-CORPORATE SYS. Dpen
PMO00017  Problem Inusstigstion and Disgnesis 0504-SAP REQS Work-In-Progress  DPCO00OS
PMO00020  Problem Identification and Classification 0420-LAFAYETTE CSC Open
PMO00022  Problern Inusstigstion and Diagnasis CMOC-MESSAGING Past Dus
PMO00024  Problem Identification and Classification 0011-CORP PGM. MGMT, Open
PMO00025  Problern Inusstigstion and Diagnasis 0420-LAFAYETTE CSC Open
PMO00027  Problern Inuestigation and Diagnasis 0914-BWI ETC Updsted ACME Phone 0004
» PMoocozs 5 and Di i ¥ HwW Open ACMEpco1s

Problem Control - Problem Investigation and Diagnosis
Recard Number: PMOOOO0Z2E Status: lOpen—
Expected Resclution Date: lm
Brief Descripton: [re=t

Inuestigation | Classification | Companies |activities | attachrmants |sia |Related Racords [Tasks |History | warkflow

Briet Descripti
TESTL
TEST 1

tasting probler

Problern Testic

tast
tast

Openad a prak

Test

i 1=
Detail Options (=]
& unde N
Siprint

pP@et SLAEntitlament
st Reminder
Fclone
Ehycraste Task
WoOpen Knoun Erar
Efrost to Knowledg=
Bview knowledas
Efycraate Hot News
4 Related
[ioprisw alert Lag
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4. A Problem Management Task screen is displayed, prompting to select the current Configuration
Item or to select a new one. Select the appropriate choice for the Task.

€. Peregrine

STEMS,

Main Menu:

Problem Management Gueue: All Problem Tickets x| Wizard: Craate Problem Management Tasks x
E‘* L‘? Wizard: Create Problem Management Tasks

@ (A Favorites and Dashboards
i+ % Menu navigation

Create Problem Management Tasks

Select the device for which you would like to create a task

{* Primsry Configuration ItermACMEpcOLS

1 affected Configurstion Iter]

= Predious esxt = Finizh

Cancel
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5. The new Problem Management Task screen is displayed.

Note:

Information from the Problem is carried over into the Task and populated.

€. Peregrine

| Main Menu: | Prablem Management Queue: All Problem Tickets x | Hew Problem Management Tasks x

B Hf New Problem Management Tasks

= &'l‘Favuritss and Dashboards v OK|| 8 cancel [ip add Q Find DE Fill

Problem Management Task

Task Murnber PMOD0028-001 Status: l—open n
PHMO0DDZE Dus Date: 04/18/07 00:00:00 =]

Prablern Resolution Date: ga/1a/07 00:00:00

=] [a Menu navigation

Parent Problem:

Brief Description: fret

Classification | Diagnosis | SLA | Related Recards | Histary |

Category:

USER/DESKTOP Irnpact:
WVIRUS REMOVAL

DESKTOP

3 - Multiple Users

i
E Urgeney: r3 - Average El
=i
=i

Subcstegory:
Product Type:

Priority: 3 - Average

Problem Type:

SOFTWARE ISSUES

Canfiguration Tterm: PCMERcOLS

=i
Assignment Group: =
i
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6. Verify the pre-populated information in the Task, and correct if needed.

7. Add any additional information needed for the Task Assignee.

8. Update the Task with the Assignment Group and Assignee.

€. Peregrine

] [‘é Menu navigation

Problem Management Task

Task Hurnber: PMO00028-001 Status: IOpen :
Parent Problem: PMOD0022 Due Date: |04f19.f07 00:00:00 E

Problem Resolution Date: g4/12/07 00:00:00

Brief Description: =

Classification |Diagnosis | SLA |Related Recards | Histary |

Categary: USER/DESKTOP 5] Impact: 3 - Multiple Users
Subeategory: IRUS REMOVAL F|  Urgeney: WE
Product Type: AT | Priority: 3 - Average

Problern Type: SOFTWARE 15SUES &

Configuration Ttem: Fcmepeois . |F

Assignment Group: 420-LAFATETTE C3C  |F

ibarrra i

Assignee:

ITEST Task -

SYSTEMS.
| Main Menu Hpmblem Management Gueue: All Problem Tickets x| Mew Problern Management Tasks x

& ﬁ New Problem Management Tasks & =]
@ (A Favorites and Dashboards o |8 cancal|[dp add| O Find | =7 Fill i
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9. Click Save at the top of the screen. A message is displayed saying the Task is associated with

the Problem.

€. Peregrine

Parant Problam: PMOO00ZE Dus Date:

® O Menu navigation Problem Management Task
Task Murnber: PMOO002E-001 Status:

£

04/18/07 00:00:00
Froblemn Resolution Date:gs12/07 00:00:00

Brief Description: st

Classification  Adtivities |Diagnos\s |SI_A |Re\ated Records ‘H\storl,l ‘

Categary: (ISER/DESKTOR &) Impac
Subcatagory: VIRUS REMOVAL &
Product Type: DESKTOP | Piarib
Problem Type: SOFTWARE 1SSUES e

Configuration Iter: ACMEpcO1S
Assignment Group: E42D—LAFAYET|'E CSC E
Assignee: |', E

Froblemn Des

ITEST Task

LS L PMO0D0028 associated with PMO00028-001.
| Main Manu; | Prablem Management Queus: All Problem Tickets x | New Problem Management Tasks x
— =
|EI “j* Mew Problem Management Tasks m|9
L] ) :
@ (7 Favorites and Dashboards + oK |8 Cancal gave O Find I:l‘ﬁ Fill ﬁ Clos= i=|
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10. Click OK to exit the Task and return to the Problem.

Note: Multiple Tasks can be assigned to one or more Assignment Groups at this time.

g--.\- Pereg!:lsng Problem PMOD0D028 has been updated

| Main Menu: | Prablern Management Gueue: All Prabler Tickets x| Problem Management: PMOD0028 x

Record Number:

Brief Description:

Category:
Subcategory:

Product Type:
Probler Type:

escriptio

PROBLEM-WIRUS

Assignment Group:

PMOO002ZE Status: open [+]
Experted Resolution Date: [g4715/07 0o:00:00  |d
[rest

Primary Configuration Trernme m s
p

USER/DESKTOP
VIRUS REMOVAL
DESKTOR
SOFTWARE ISSUES

A FE B

n

REMOWAL

affected CI Count:

Related Inddent Count: 1

Initial Impact Assessment: 3 “uukiple Users | E

Urgency: 3 - Auerage

Priority: 3 - Average

[ s siction e ‘Actlultles ‘Attachments |su |Re\ated R ‘Tasks |H|stnr\,l ‘Wnrkﬂnw |

= . A
|EI “f Problem Management: PMO00028 m|a
& A Favorites and Dashboards || ¥ OK| 8 cancel| |4 previous| 1 wext| [H save| |42 prior phase |O, Find| (=7 Fill| gl close A
&
i B is) Current Phase Aszsignment Status Device Briet Description
@ gy Menu navigation o B :I
PMOO0015  Problern Identification and Classification 0550-CORPORATE S¥S, Open TEST1
PMO0OD017  Problern Investigation and Diagnosis 0504-5AP REQS wark-In-Prograss CPCO000s TEST 1
PMO0D0Z0  Problem Identification and Classification 0420-LAFAYETTE CS5C Open testing problem management
PMO0ODOZZ  Problern Investigation and Diagnosis CMOC-MESSAGING Past Due Problern Testing Scenario P12
PMO0OD0Z24  Problem Identification and Classification 0011-CORP PGM. MGMT, Open test
PMOO0025  Probler Inuestigation and Disanosis 0420-LAFAYETTE CSC Open test oz
PMOOO0ZF  Problem Investigation and Diagnosis 0914-BWI ETC Updated ACME Phone 0004  Opened a problemn as problern manager
» PMODDO2E and Di. ¥ HW Open ACMEpc015 Test =l
Froblem GControl - Froblem Investigation and Liagnosis =
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11. Verify the Task was added by clicking on the Tasks tab.

g; PeregEI;|§§ [@ Problem PM0O00028 has been updated

pLel
PMO000LS
PMOOOOLT
EMO0OOZ0
PMOOOOZ2
PMOO00Z4
PMOOOOZS
PMOOOOZT
} PMODDO2E

[+ @ Menu navigation

Recard Nurmber:

Brief Description:

Main Menu; Probler Management Queus: All Problem Tickets x

a &* Problem Management: PMO0OO028

@ [ Favorites and Dashboards v oK | ® Cancel i Previous| b Mext

Current Phaze
Problern 1dentification
Problerm Investigation
Problern Identification
Problerm Investigation
Problern Identification
Problerm Investigation

Problem Investigation

and Classification
and Diagnosis
and Classification
and Diagnosis
and Classification
and Diagnosis

and Diagnosis

Problern Managerment: PMO0DDOZE =

Save| |43 Prior Phase |, Find| (=7 Fill| gl Close

and Di

Assignrment Status Device

0550-CORPORATE SYS, Open

0504-34P REQS Work-In-Progress  DPCO000S

0420-LAFAYETTE CSC Open

CMOC-MESSAGING Past Due

0011-CORP PGM. MGMT. Open

0420-LAFAYETTE C5C Spen

0514-BWI ETC Updated ACME Phone 0004
Y HW Open ACMEpc015

L1agnosis

PMOOD0ZE Status: Open ﬂ
Expected Resolution Date: l—mhsfﬂ? 00:00:00
[rest

Tazk ID

PMO0O0028-001

Status

Open

Investigation  Classification | Companies |Activities | Attachrnents |SLA | Related Recards |Tasks  History | Workflow

Assignee Configuration Ttem

ACMEpRcO1S

iy =
§=l
Briet Dascription ;I
TEST1
TEST 1

testing problem management
Probler Testing Scenario P12
test
test

apensd a problem as problem manager

Test hd|
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B. Completing a Problem Task

Note: If already in the Problem ticket, access the Task from the Task tab.

nvestigation and Diagnosis

Fecord Mumber: PMOO0O2S Status: Open -

Expected Resolution Date: [gas18/07 o0:o0:00 5]

Brief Description: Teszt

Investigation | Claszification | Cornpanies | Activities | Attachrments | SL& | Related Records Tasks History | Workflow

Taszk ID Status Assignes Configuration Item

PMOOOO23-001 Open ACMEpcO1S

ServiceCenter® 6.X Problem Management Training Manual.doc
Northrop Grumman Private/Proprietary Level 1

Page 40 of 50




NORTHROP GRUMMAN

Document #:

Commercial, State and Local (CSL) group
PROCEDURE

VITA-PDR-PM-
XXXX

Revision:

15

Effective Date

04/01/2008

# Pages

50

1. To check for assigned Task, select the Problem Management Task List from the main menu.
€. Peregrine
Main Menu; Problern Management Queue: All Problemn Tickets = | Prabler Management: PMOD0OO2F x
E" ﬁ* Problem Management Queue: All Problem Tickets =
§=l

® (A Favorites and Dashboards

& back |65 Refrash \

Current Inbas: [all Problern Tickets

= % Menu navigation

] [a Change Management

] % Caonfiguration Managen

eGP
-]

Praoblems
i Cg Incident Management Ipyb'em Category Assignment Status Dauica Brief Dascription
New
2] % Problem Management EEEE 0550~
® [ Request Management Search EMOODOLS SEGURITY/MODIFIGATIONS  oom o't OPen TESTL
Approve Service Requd ACCESS - Work-In-
L& | T BMOO001? GECill moniFicaTions  0S04-SAP REQS [T TT DRCODODS  TEST 1
Ca uguE
Lo 2 oMonoaza ACSESS 0420~ rer testing problem
[ Incident Queue Starting Lists FHEREEZD  SECURITY/MODIFICATIONS  LAFAYETTE CSC —F management
CMOC- Problern Testing
[# ©n Call Records Rt (List PMOODOZ2 SERVER MESeAdING Past Due o by
On Call Schedules ACCESS 0011-CORP
& . ] Gount Records EMDDOOZY  SEQURITYMODIFICATIONS  PEM, MGMT, Gpen test
| serviceCenter Mail
ACCESS 0420~
BMODOOZS SECURITYVIMODIFICATIONS  LAFAYETTE ¢ OP=D test
opened a problam
PMOO00ZF SERVER 0914-BWI ETC  Updated ’;(D:g'f Phone | 220 obiem
manager
PMO0DOZE USER/DESKTOR E"\',fg'pERRY Open ACMEpeD1S  Test
PMO0DOZS SERVER .?_gé:"NETWORK Updated  BabPC stand Alone Test
BMOO01  metwork LAN SUPPGRT  Updsted  ACMEpco1z  C2nnot access the

internet,
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2. Alist of all Tasks assigned is displayed. Select the Task to work on.

€. Peregrine

SYSTEMS.

Main Menu: Problern Management Tasks Queue: Problem Management Tasks Assigned to Me x

a Ln‘F’ Problem Management Tasks Queue: Problem M

[ back €5 Refresh
K3 B

Current Inbax:

Tasks Assi

d to Me

[ (A Favorites and Dashboards

=2 % Menu navigation
Problem Task Qu

] [‘é Change Management
] [‘é Caonfiguration Managen
2] [‘a Incident Management

Problams [Prablern Managerent Tasks Ass\gn-E‘

LB Approve Service Requd
[ call Queue

LB Incident Queue

LB On Call Records

LB on Call Schedules

| serviceCenter Mail

Switch Inbox

Starting Lists

Refresh List

Count Records

o owE A

[y =)
T
2 3

Task ID Category Assignment Status Dewice Brief Description

n Problem Management PMO0D0Z7- 0089-MIS ACME Phone Opened a problem as problem
= Cg i Search o SERVER el Open ol R

* m Request Management
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3. The Task is displayed with its current status.

€. Peregrine

SYSTEMS.

Evolve Wisely

| Main Menu:

E[H:ﬁ Problem Management Tasks: PMDO0ODZ7-001

|Prob|em Management Tasks Queus: Problem Management Tasks Assigned to Me x| Problem Management Tasks: PMODODZ7-001 x

i) =]

" ok |® cancel| [ save| O, Find| =7 Fill g close

Task ID
PMO00027-001

(7 Favorites and Dashboards
=2 % Menu navigation
[‘é Change Management 4

Categary Assignment

0089-MIS MGMT

Status

SERVER Open

[‘é Caonfiguration Managen
[‘a Incident Management
[‘a Problem Management
m Request Management
LB Approve Service Requd
[ call Queue

LB Incident Queue

LB On Call Records

LB on Call Schedules

Task Humber:

PMOOO027-001 Status:

Parent Problem:

PMO0O0027 Due Date:

Device

ACME Phone 0004

C—

04/18/07 00:00:00

Problern Resolution Date:

’ ] Brief Descriptiont [opened = problem == problem manager
| serviceCenter Mail

Classification | Activities |D|agnns\s |S|_A |Re\ated Records ‘H\stnry ‘

Categary:

SERVER F|  Impact
Subcategory: EXTENDED SERVICE-RECL|cF|  Urgency:
Product Type: OME 1SR =i Priority:
Problemn Type: FPRODUCTIGH SURPORT |

dination

Configuration Item: ACME Phone 0004

0023-MIS MGMT
]

Assignment Group:

Assignee:

Problem

Here we have a desciption, This is task 1 related to PMOODOZ7,

4 - User
ETra—
4 - Low

Brief Description

BE

Opened a problen as problem manager
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4. Update the Task with new information on the Activities tab.

€. Peregrine

STEMS.

Main Menu:

Problem Management Tasks Queue: Problem Management Tasks Assigned to Me x

Problern Management Tasks: PMODO0O2Z7-001
a Ln‘F’ Problem Management Tasks: PMDO0ODZ7-001

® (A Favorites and Dashboards v Ok | ® Cancel save| O, Find| = Fill| g close

= % Menu navigation Task ID Category Assignment Status Device

PMO00027-001 SERVER 0089-MIS MGMT Open

® Cg Change Management » ACME Phone 0004
# Qs Caonfiguration Managen
2] % Incident Management
# Q Problem Management
+ [a Request Management

LB Approve Service Requd

[ call Queue

LB Incident Queue

LB On Call Records

LB on Call Schedules

| serviceCenter Mail

Problem anagement as
Task Murnber: PMOO0027-001 Status: E|

Open
PMO000Z7 04/18/07 00:00:00

Parent Problem: Due Date:

Problern Resolution Date:
Brief Description:

[opened a prablem as problemn manager

Clazzification Adtivities Diagnosis |SLA |Related Records | History

Activity Updates | Journal Updates | Activity Histary

Updats Type: Update from custormar |Z|

Current Update:

Completed Task

Brief Description

Opened a problen as problem manager
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5. When the Task is complete, it can be closed by clicking the Close button.

€. Peregrine

SYSTEMS. Problem Management Task PM00D027-001 has been closed

| Main Menu:

|a “f Problem Management Tasks: PMO0OD027-001

] E‘;l{ Favarites and Dashboards

|Prob|em Management Tasks Queus: Problem Management Tasks Assigned to Me x| Problem Management Tasks: PMODODZ7-001 x

(o=

" ok |# cancel| @ Reopen| O Find| =7 Fill
Task ID
PMO00027-001

=2 % Menu navigation
] [‘é Change Management 4
] [‘é Caonfiguration Managen
2] [‘a Incident Management

Categary
SERVER

Assignment

0089-MIS MGMT

Status
tlosed

Device

ACME Phone 0004

2] [‘a Problem Management
* m Request Management
LB Approve Service Requd
[ call Queue
LB Incident Queue
LB On Call Records
LB on Call Schedules
| serviceCenter Mail

Task Mumber: PMOO0027-001

PMOOOO27

Status: Closed

04/18/07 00:00:00

Parent Problem: Due Date:

Problem Resolution Date:
Brief Description: Opened a problem as problem manager

Classification | Activities |Diagnosis |SI_A |Re\ated Records ‘H\storl,l ‘

¥ization

Category: SERWER Impact: 4 - User
Subcategory: EXTENDED SERVICE-RECL Urgency: 4 - Low
Product Type: SMNE I8P Priotity: 4 - Low

Froblem Type: PRODUCTION SUPPORT

ordination

Configuration Item:

ACME Phone 0004

Assignment Group: DOEF-MIS MGMT

Assignee:

Froblem

Wiere we have 2 description. This iz task 1 related to PMOOOOZ?,

Brief Description

BE

Opened a problen as problem manager

Problem Management Tas

|»
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6. To verify any additional task or task closure, select the Tasks tab.

€. Peregrine

SYSTEMS.

Main Menu: Problemn Management Queus: All Problem Tickets x

E." ﬁ Problem Management: PMO0OD0Z7

v Ok |® cancel| | {t Previous| Jb Mext Save| |43 Prior Phase |O, Find| =7 Fill| g&F Close

Problern Managerent: PMO0OOOZT x

# [ Favorites and Dashboards

= G Menu navigation (3 Current Phase Assignment Status Device
@ (g Change Management PMOO0OLS  Problem Identification and Classification 0550-CORPORATE 5V5. Open
. . EMO0O017 Problern Inuestigation and Diagnosis 0504-5SAP REQS Work-In-Progress DPCOODOOS

# Qs Caonfiguration Managen

PMOO0OZ0  Problem Identification and Classification 0420-LAFAYETTE C5C Spen
@ (g Incident Management PMOONNZZ  Prablem Inuestigation and Diagnosis CMOC-MESSAGING Past Due
(g Problem Management PMOO00Z4  Problem Identification and Classification 0011-CORP PGM, MGMT, Open
@ [ Request Management PMOO0OZS  Problem Investigation and Diagnosis 0420-LAFAYETTE €3¢ Spen

» PMO0OO2F and Di; 0914-BWI ETC Updated ACME Phone 0004

_B Approve Service Requd
[ call Queue

i Incident Queue

_B On Call Records

_B on Call Schedules

| serviceCenter Mail

AmAnAAA " e

Problem Control roblem Inwvestigation and Diagnosis
Updated

Record Number: PMOO00ZT Status:

Expected Resolution Date:

Brief Description: [Grened a problern as prablem manager

Investigation Classification | Companies |Activities | Attachrnents |SLA | Related Records |Tasks History | Workflow

Task ID Status Azzignes Configuration Item

PMOOOQ27-001 Closed t ACME Phone 0004

)=
hsl
Brief Description =
TESTL
TEST 1
testing problem management
Problern Testing Scenario P12
test =

test

Opened a problem as problem manager

e &l

|»
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Lesson 8: Closing Problem

1. Click the Problem List icon below to locate the appropriate Problem Record, (see yellow

arrow).

YSTEMS. Mo records selected

Main Menu: calvin,cdark@ngc com | Incident Queus: Cpen Incidents Assigned To Me =
E]" aﬂ’ Incident Queue: Open Incidents Assigned To Me

@ EAF @ back €-§"? Refresh
k4

= Cgy b .
Incident Queue

Switch Inbox

Starting Lists

By Qwner

By Assignrent Group

Refrezh List

Count Records

RIS

Incidents ————— e e
IOpen Incidents Assigned To Me |z|
Wzt Incident ID Category Froblern Type Sevarity
Search

A . _
R aEEASE2 3

s Azsignes Brief Description
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2. Select the Problem Record to close from the list displayed.

€. Peregrine

Main Menu: calvin.dark@nge corn | Problern Managernent Queue: All Problern Tickets =

= lj‘r’ Problem Management Queue: All Problem Tickets

K3

@ EAF @ back G.§‘? Refrash

Problem Queue

Current Inbosx: "
problems IAII Probler Tickets
IPEr;oblem Category Aszignrnent Status
Mew
CCC-HELPDESK
PMO0OO0S0 hardware Closed
Search ALERT N1
PMOO0113 hardware  ADMIN Updated
Switch Inbox -
PMO00121 access GOCHELPDESK  |Pact
Starting List=s Past
PMOO0122 hardware ACC-PAYROLL Due
Refresh List
PMO0O123 access igg;fjﬂ_ﬁ?”zl' Closed
Count Records
PMO0D12S hardware  ops o TAGER past
PMOOO0129 inquiry EEE%'_:_"E';_DDESK Clozed
PMOOOL31 access chian past
ACC-GEMERAL Past
PMOO013Z access ACCOUNTING Due
PMO00132 hardwars  ADMIN E‘ZS;
PMO0D134 hardware  oiaaem oo EE%
PMOO013S hardware ool ECPDESK o Past

K e
I
=

Device

CCMOC-996087

CWADK-958738-
0033855868

CWADK-999933-
CWADK-993458-
TESTZ2

CWADK-993466-
TESTZS

CVADK-992458-
TESTZ2

CWADK-999562-

CVADK-993464-
TEST17

Brief Description

|»

Test

Test server is f%ﬂg to start,

Meeds Peregrine passwaord
reset,

ATM, FRAME-RELAY

Test
Test

deborah hale

AgencyfAgencies Affected:
WDOT — 5t Louis AHG

test
print server down

Laptop

Laptop LI
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3. Click the Close button at the top of the screen

QP '
eregyvlsng Problem PMD00123 has been updated by calvin.clark@ngc.com.
Main Menu: calvin.dark@nge corn | Problern Managernent: PMOO0123 E
E]’ lj‘r’ Problem Management: PMO0OD123 ="
= E;',F v 0K | % cCancel| |{F Previous| |{F Maxt Save| {3 Prior Phasze Q Find |—ﬂa Fill ﬁ Close
H Q i I Surrent Phase Assignrment Status Device Brief Description ﬂ
PMO000SD ;:::LEO”;SI””ES“QE”C‘” & CCC-HELPDESK ALERT N1 Closed  CCMOC-398087 Test
Problem Investigation and CWADK-958738- . m
PMO0O0113 Disgnosis ADMIN Updated 0023855868 Test server iz failing to start, LI
Problem Control - Problem Investigation and Diagnosis =
Record Humber: PMODO123 Status: Dast Due =
Expected Resolution Date: 08/24/07 00:00:00 ]
Brief Description: ITest
Inwvestigation  Classification | Customers | Activities | Attachrments | SLA | Related Records | Tasks | History | Workflow
Cause Code: ICustorner Training Iszue E|
close ;I
=
RIS =l

Important Notes:

Only the Problem Manager and designated alternate may close a Problem Record. Problem Records
without an actual resolution of the Problem may be closed if there has been a mutual decision to
close the record and there has been acceptance of risks documented in the Known Error/Problem
Records.

Before the record is closed, the Problem Manager will enter the reason for closure in the Activities
Tab. All acceptance and agreements will be captured in detail in this note. The “status” will then be
moved to “Closed”

This is not indicating that the Problem (issue) has been resolved or is closed. The Problem may still
exist and any future events can be linked back to the original Problem Record and consolidated for
trending and analysis purposes.
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4. A system generated message at the top of the screen indicates, Problem has been closed.

& Pe reg!lng @ Problem PMDOD123 has been closed by calvin.clark@ngc.com. _

Main Menu: calvin,dark@ngc com

Problem Managerment: PMOOOL123 x
E]" aﬂ’ Problem Management: PMOOD123

="
B E:_“'rF v ok | # cCancel| |{F Previous| |k Mext @ Reopen q Find |—ﬁ Fill
@ % " I Current Phase. . Assignmment Status Cevice Briet Description ﬂ
PMO000SD ;:::LEO”;SI””E“'QE“C‘” & CCC-HELPDESK ALERT N1 Closed  COMOC-396087 Test
PMO00112 ;::g'neo”;‘i:””e“igatic‘” and ADMIN Updsted Sooi 2587380 Test server is failing to start.
Prohler Trnuestinatinn and Past . . j
=l
Inwestigation | Clazsification | Custorners |Activities Attachrnents | S04 |Related Records | Tasks | History | wWorkflow

s

Activity Updates  Journal Updates | Ackivity Histary
Update Type:

Current Update:

RN

End of Lesson
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